2» positive training Dog Trainer Day in the Life 


A Petco Certified Dog Trainer's objective is always, to train more dogs. To do that effectively, 
Trainers must sell their services, create a safe space for pet parents and their dogs, drive training 
results, educate Pet Care Center partners, and set themselves up for success by making plans to 

achieve operational excellence. This document will walk you through the Dog Trainer's necessary 
day-to-day activities to drive a successful Dog Training business within your Pet Care Center. 


Building a lifetime bond between you and your dog through fun and positive 
education. 
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Navigating Day in the Life QN 


Setting up the Day 


uccess 


Opening Leader on Duty pulls the weekly sales 

GM to print and deliver all DT related communication to trainer 

Set dog training sales goal for the day 

GM and trainer to review any dog training communication, Weekly Leadership 
notes and monthly Business Guide 

Calculate the daily and weekly sales gap of dog training classes. 

Check Jackpot for any overnight bookings 

Trainer to build out Daily Plan 

Follow up on leads 

Ensure that all partners have accesses to Up-to-date printable calendars 
Ensure 2 months of calendars are printed and displayed at the kiosk 

Confirm Online bookings with 24 hours 

Throughout the day LOD and Dog Trainer do role plays with partners to ensure 
that they are comfortable offering the benefits of dog training to our guests 
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Dog Training SAFETY 


> NO aggressive or overly stressed dog are allowed in dog training. 
> All dogs must always be kept on leash 


> NO leash greeting allowed 


> All dogs must be kept on leash and a minimum of 3-ft apart 
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policies. 


Each section of this tool has a corresponding topic badge for 
partner navigation 
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Partnerships 
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Our Philosophy: 


The Petco Positive Dog Training Program promotes a relationship of mutual respect and 
trust between pet and pet parent. We focus our program on humane, positive, voluntary, 
and reward-based training methods to teach how our dogs think, learn, and 
communicate, and we encourage appropriate dog behavior and real-world applications 
for Dog Training. 


Petco Positive Dog Training Program Characteristics: 
Positive 


Dog Trainer rewards dogs and their pet parents with treats, praise and fun (yes, pet 
parents get treats, too!) when they display appropriate behaviors. 


Voluntary 


Together, dogs and their families discover appropriate behaviors that improve and 
strengthen their relationships. Dogs learn fastest and retain the most when they 
voluntarily participate in the educational process. 


Educational 


Dogs and pet parents learn behaviors that have practical use in their everyday lives. 
Their learning takes place in a welcome and safe training environment, utilizing the latest 
techniques that help dogs achieve success quickly. 


FUN 


Dogs and their pet parents learn and have fun during class and while they practice and 
play at home with their families. Ultimately, friends and neighbors will appreciate g 
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Setting up the Day for Success 


e Opening Leader on Duty pulls the weekly sales 

e GM/SEL to print and deliver all DT related communication to trainer 

e GM/SEL set dog training sales goal for the day 

e GM/SEL and Trainer to review any dog training communication, Weekly 
Leadership Notes and Monthly Business Guide 

e GM/SEL calculate the daily and weekly sales gap of dog training classes 

e Trainer to check iPASS for any overnight bookings 

e Trainer to build out Daily Plan 

e Trainer to follow up on leads 

e Trainer to ensure that all partners have access to up-to-date printable calendars 

e Trainer to ensure 2 months of calendars are printed and displayed at the kiosk 

e Trainer (or GM/SEL if Trainer is off) to confirm online bookings with 24 hours 

e Throughout the day LOD and Dog Trainer role play with partners to ensure that 
they are comfortable offering the benefits of dog training to our guests 
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Utilized Day Vs Unutilized Day 


When Not in Class 


Selling Skills 
( Leverage Private 
Lesson 101 for 
acquisition 


Í Make Cold ) 
Calls/follow up on 
leads 


Interact with and | 
educate guests 


around DT sell C 


classes 


Office work 


Calendar building, 
printing practice 
sheets/at home 

trackers 


Registration 


confirmation calls to pet 


parents enrolled in 
classes 


Use effective | 
techniques for “closing 
the sale" and enrolling 

pet parents in a class 


Partnerships 


Educate/coach Partne 
rs on benifits of DT 


Build relationships 
with 

salon/Vetco/hospital 
partners 
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iPASS & Scheduling Maintenance E 


IPASS: Daily Rhythm 


Trainer to: 

o Monitor iPASS for new sign ups 

o Track all classes taking place daily: how many have students enrolled and how many do 
not? 
Track any classes with no students as they will be deleted the following day. Create new 
classes within that time slot, think about why that specific class didn't sell and make 
changes accordingly 
Ensure all appointments have the mandatory 15-minute gaps 
For guests that have signed up for package offerings, enroll them in the next set of classes 
if the session is coming to an end 
Confirmation calls 


IPASS: Weekly Rhythm 


Trainer to: 

o Ensure 8 weeks of a Trainer's schedule must be created Review classes for the week, if 
there is a class coming up in the next day or few days with zero or one dog(s) enrolled, 
create a plan of action for that class. Consider combining the single dog class with another 
or open up white space for privates lessons to be sold online. 

Identify trends within the IPASS calendar to improve trainer productivity. What classes are 
selling the most this week? What time slots have the most sign ups? What 

classes/time slots are consistently seeing less traffic? 

Evaluate spacing between classes before creating new ones. Does scheduling meet 
demand? 
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Online Booking: Enrollment Confirmed Call Ej 


To ensure a great guest and partner experience, it's very 
important to call the guest within 24hrs of the online booking. 


iPASS Pro Tip: The iPASS notification bell will alert you for 
online bookings and the use of SMS texting will help reach pet 
parents that you are having a hard time getting a hold of, 
provided they opted into SMS texts upon enrollment. 


For iPASS operational tips and video tutorials visit the Dog 
Training iPASS HUB in StorlQ. 


https://petco.knowledgeowl.com/help/dog-training-ipass-hub 


Trainer to say: 


“Hi my name is Mary, I’m the dog trainer at Petco Sports Arena. I’m calling to confirm fido’s enrollment in 
MY Puppy Level 1 class. Am | speaking with Karen?” If yes, “it is so great to connect with you, | would like 
to ask a few questions regarding your upcoming class." [Insert clarifying questions here i.e. age, behavior 


history, etc.] If dog/puppy is appropriate for this class, *Perfect! l'm looking forward to working with you. 
Feel free to reach out to us using [PCC phone number] with any questions before our first session." “If 
you have any questions before then, you can reach us at [PCC phone number]." 


If you speak to the pet parent and there is an issue with the registration (for example: bite history), 
inform the pet parent of Petco's policy, provide them with the “Pet Parent Refer Out" information, 
and tell them they will need to either call customer support at (877) 738-6742 or come into the 
store for their refund. 
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INTRODUCTORY CALL 


2-3 Days Before Class ch 
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GROUND SAFETY VACCINATIONS 
RULES CHECK AND 
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LOGISTICS QUESTIONS 


Proof of vaccinations 


Mats/dog bed are required for — —. 
the Separation Anxiety class 


Dog Training SAFETY 


» NO aggressive or overly stressed dog are allowed in dog training. 
> All dogs must always be kept on leash 


> NO leash greeting allowed 


> All dogs must be kept on leash and a minimum of 3-ft apart 


Petco does not tolerate the abuse or 
mistreatment of any pet. Abusive handling 
is grounds for disciplinary action up to and 
including immediate separation from 
employment. 

Dogs that exhibit moderate to severe 
fearfulness, aggression, separation anxiety, 
or other extreme behaviors may be 
determined unsuitable for a group class or 
private lesson. 

ONLY partners that have fully completed 
our Dog Training Instructor Program (DTIP), 
thus have earned the Dog Trainer 
Certification can teach our Positive Dog 
Training offerings. 

NO spike, prong, pinch, or electronic 
collars allowed 

Children under the age of 18 MUST be 
accompanied by an adult. The adult always 
needs to be in control of the puppy or dog. 
Dog Trainers are responsible for 
enforcing all ground rules and safety 
policies. 


Safety (is) 


Ld Vaccinations 


Puppy Starter (Parvovirus, Hepatitis, 
Distemper) 

Puppies must have at least their first set of 
puppy shots a minimum of two weeks prior 
to the start of the class. 

16 weeks and older Rabies vaccination is 
required 

Pet parents MUST show proof of 
vaccination prior to joining any dog training 
offering 
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When in Doubt Refer Out! 


Home >> Pet Services >> Dog Training >> Dog Training Operations > Dog Training Toolkit 
Dogs that display fearful, reactive, anxiety or separation anxiety behaviors require assistance and 
intervention from experts with advanced training and experience to help dogs overcome serious, 
and potentially dangerous, challenges. These experts have earned advanced certifications requiring 
extensive training and yearly continuing education in their field and follow a strict code of ethics. 


In addition to consulting an expert, Petco highly recommends scheduling a thorough examination 
with your veterinarian first, your dog’s behavior may be caused by an underlying medical condition. 


Pet Parent Referral Guide 
C] American College of Veterinary Behaviorists (ACVB) 


www.dacvb.org 
Click on “Resources” — or - “Find a Board-Certified Veterinary Behaviorist” 
Click on “For the Public” 


Click on “Find a Board-Certified Veterinary Behaviorist” Wellness: Nutritional, Physical W 
American Veterinary Soci i i Antecedent Arrangements a 
C] y Society of Animal Behaviors (AVSAB) 
www.avsab.org ied Positive Reinforcement PEY 
- Click on “Resources” A Aarre aee 
Click on “Behavior Consultants Near You” v m 


C] International Association of Animal Behavior Consultants (IAABC) 
www.iaabc.org 


Click on *Find a Canine Behavior Consultant" 


C] Certified Separation Anxiety Trainer (CSAT) 
o Visit https://malenademartini.com/about/meet-your-team/ 
o Contact: 


— Petco believes the positive reinforcement techniques listed below are effective approaches for 
experts to follow when working with fear, reactivity, anxiety, and separation anxiety. Always 
recommend that pet parents exercise their best judgment when choosing an expert and 
intervention method for their dog: 


e They should use reward-based training methods. 
e They should NOT use choke chains, pinch collars, shock collars or force. 


The Pet Parent Referral Guide can be found in StorlQ 


StorlQ Home > Pet Services > Dog Training > Dog Training Operations > Dog Training Toolkit 
> Pet Parent Referral Guide 
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Dog Training SAFETY 


g 


* Leash must always be held in hand 
by Trainer or pet parent. 


* Leashes are required for ALL dogs 
and puppies in group AND Private 
Lessons, while keeping 6 feet of 
distance. 


* Children under the age of 18 MUST 
be accompanied by an adult. The 
adult needs to always be in 
control/hold of the leash of the 


puppy or dog. 


Reference: Dog Training 
Safety Policy 1-17-26 


* NO dropping or stepping on leash. 


* ALL graduation photos of dogs and 
puppies must be on-leash. 


e Onleash greetings present an unnecessary risk which 
can be completely avoided. 

e Risks increase the more it is done, and it only takes one 
bad interaction to lead to fear-based issues for dogs in 
the future. 

e On leash greetings cause reactivity, condition 
excitement, and put dogs in immensely uncomfortable 
situations. 

e Leash hinders/removes the dog’s ability to flee, 
potentially resulting in a dog fight. 
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THREE PHASES OF CLASS SAFETY 


BEFORE 


Sanitize dog training area 
and demo tools before each 
class 


= Floors 
Benches and chairs 
Demo products 
Walls 
Barriers 


DURING AFTER 


SEATING 


dog taining park — 


Chairs 3 feet apart 
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Dog Training Area Cleaning Requirements 


Sweep dog training area. 


Spray the walls with Oxivir solution. (Let sit for 5 minutes) 
Spray down chairs/benches with Oxivir solution. (Let sit for 5 minutes) 


Spray down highly touched surfaces including barriers, gates, training supplies with 
Oxivir solution. (Let sit for 5 minutes) 


Mop Dog training area floor with Oxivir solution. (Let sit for 5 minutes) 


Wipe down walls and chairs/benches with clean rag 


Wipe down iPad prior to use and after. 


Maintain hourly wipe down of dog training Kiosk with Oxivir solution. 


References 


e StorlQ Home > Pet Services > Dog Training 


e Online Supply System (OSS) 
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Dog Dog Training Foundations 
Behavior 
REINFORCEMENT (R) PUNISHMENT (P) 
Increase a behavior Decrease a behavior 
| A e Reinforcement R+ Positive Punishment P+ 
Loose leash walking: Loose leash walking: 


ADD good stuff - give treats and keep | ADD bad stuff - give leash correction 
walking as long as the leash is loose when leash is not loose to discourage 
to encourage polite walking behavior pulling behavior 


Adding 
Operant 


Conditioning Vi 
|] Negative Reinforcement R- Negative Punishment P- 


Loose leash walking: Loose leash walking: 
Taking away/ END bad stuff - Stop leash correction | END good stuff - stop walking, stand 
d | : (applied pressure) when leash is loose still when leash is not loose to 
eiaying , to encourage polite walking behavior discourage pulling behavior 


The foundation and roots of the Petco Positive Dog Training Program is based in 
operant conditioning. When signing up guests for training and when making short 
term product recommendations, having a solid understanding of the above 4 


quadrants is critical to ensure everyone is aligned with the training goals, processes, 
methods, and targeted outcomes of the training experience. 
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Dog 
Behavior 


Dog Body Language Breakdown 


Soft eyes 

Soft, wiggly body 
Relaxed ears and tail 
Widely wagging tail 
Interest in 
surroundings 
Normally moving ears 
Interest in playing & 
engaging with you 


Concerned 
“Yellow” Body 
Language 


Freezes 

Barks once or twice 
Slowly drops tail 
toward ground 
Hides behind you 
briefly 

Slightly crouches 
Licks lips 
Obsessively sniffs 
ground or scratches 
Looks/moves away 
Drops ears/head 


Concerned 


Fearful 
“Red” Body 
Language 


Tail between legs 
Moves quickly away 
Multiple barks in a 
high pitch 

Seeks escape 
Panics 

Rolls onto back 
looking away 

tail tucked 

front paws pulled 
close to tense body 


Fearful 
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DT Offerings 
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Our Training Offering & Behaviors 


Private Puppy | Puppy | Adult | Adult 


Highlighted Lessons Level1 ESEE Level | Level iau ili Separation Online Training 
itizen Anxiety 


Behaviors : | : Class 


[Com  . | v» | v|v]|v)]|v.| v |  »——^ ^v | 
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Down 

Friendly 

Greetings 

Heeling 

Leash Manners 

Leave It 
|NameGame | v | 

Potty Training 

Prevent 

Jumping 


Reactions to 
Distractions 


Remote Cues 

Touch v 

Sit A SE v 

Stand ~= Ea NC CNN 
[oe] ea 


< |< 
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CME 


a E 
Find It v2 v 
Relax on Mat v v 
Relaxation v v 
Protocol 


SAY: “Our Petco Dog Training Program offers fun, educational classes 
that build the bond between you and your dog which provide you both 


with effective communication, understanding, respect, and a well-behaved 
pet that is an asset to your home and community." 


Leverage Private Lesson 101 


DT Offerings 


Talking Points 


SAY: “Keeping your safety my top priority, | offer exclusive, one-on-one, T— 
private lessons where I can work with you and your dog in a safe and — 
structured environment to achieve your training goals.” = 
: Position yourself as the dog training expert. Speak in a conversational D "P 
tone, be personable yet highlight your knowledge, skills, and experience. ES fucum e 


SAY: "What do you want to achieve with your dog?" 
: Listen, keep eye contact, ask questions, take notes, stay open-minded, 
make product and training recommendations. 


SAY: “I am committed to building a training plan for you and your dog 
that focuses on your goals" 

: Utilize training plan template to build out a tailored plan for pet parent 
and dog. ?'positive training 


SAY: “All the frustration you have been feeling is normal. I’m here to 
help and make things at home easier and more enjoyable with your 


dog/puppy." 

: Be mindful of the stress levels of both the dog and pet parent as both will 
impact the training outcome and signup. SPECIAL OFFER: 

Buy a Private Lesson 

SAY: "What's been happening? When does it happen? What's your favorite fs aoe re io 
thing about your dog? What’s your biggest challenge?” 

: Meet them “where they are." Explain how dogs best learn and that true, €—— € 
permanent change takes time. (sp 
SAY: “| heard you say youwant* | .  À Á ) ""asyourend goal. Did | = ak 


hear that correctly?” 
: Listen closely to each goal they have, repeat back for clarification, and 
begin to frame the session and training plan with those needs in mind. 


17|Page 


DT Offerings 


Canine Good Citizen & S.T.A.R. Puppy 


Our exclusive partnership with the AKC began 
November 2013 and was renewed in 2017. All Petco 
and Unleashed by Petco locations are AKC S.T.A.R. 


Puppy and Canine Good Citizen (CGC) testing 


destinations. Every Petco Positive Certified Dog 
Trainer, upon completing DTIP and the required 
AKC course in Workday Learning, is an AKC 
recognized CGC Evaluator. 


= PCCs are listed on AKC's website as an AKC 
CGC and STAR Puppy testing destination. 

= AKC’s website averages 1M hits per month. 

= Builds credibility that our Dog Trainers are 
trusted advisors in our stores and pet 
industry. 

= Adds additional offerings which are exclusive 
from other large pet retailers. 

= Additional traffic will lead to additional sales 
opportunities. 

= Pet parents earn CGC certificate and title 
and/or STAR Puppy certificate and gold 
medal. 


workday. 


petco 


AKC Canine Good Citizen (CGC) O e e 
and S.T.A.R. Puppy * x 
S.T.A.R. Puppy 


What are the AKC Canine Good Citizen 
and S.T.A.R. Puppy tests? 

State legislatures have recognized this 
program in 42 states as the standard for 
polite puppies and dogs. Also, this program 
lays the foundation for other AKC activities 
such as obedience, agility, tracking and 
performance events. Due to CGC test 
success, AKC started the S.T.A.R. Puppy 
test several years ago. CGC and S.T.A.R. 
Puppy tests are open to all dogs, purebred, 
mixed breed, and even seniors. 


To earn a S.T.A.R. Puppy certificate, 
puppies and their pet parents must 
complete a six-week group class, such as 
Puppy Level 2 or Adult Level 1 class and 
pass a 20-step test geared for puppies less 
than 1 year. For CGC, it is recommended 
that dogs and their pet parents complete 
group classes, such as Adult Level 1, Level 
2 and CGC Prep Class before taking the 10 
CGC test items. CGC is not an easy test 
and dogs and pet parents need a solid 
foundation of training. 
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Empowered to Sell — Dog Training 


*| love your [insert accessory here]! Where did you get it?” 
“Crazy weather out there today! Does your dog like the rain?” 
“Your dog/puppy is adorable! | love their [insert accessory here]!” 
Look for new puppies, or pet parents making new pet purchases 
Look for pet parents making purchases for training devices 

Look for dogs which are displaying undesirable behavior, or if pet 
parent shares concerns about unwanted behaviors 

Uncover the needs and training goals and sign pet parent up for 
Private Lesson 101 to build out customized training plans 


All partners to know 3 facts about the dog trainer! (Ex: name + years 
training, how talented they are and a fun fact!) 

Know that Petco Positive Dog Training is an industry leader in 
positive reinforcement training 

Share that Petco Dog Trainers are Certified, AKC Evaluators! 


EXCITE & Share success stories and behavior transformations you have 
SHARE witnessed. Be specific - by inspiring them to try new skills, 
techniques, and potentially change their way of thinking, we can 
generate a ton of excitement and enthusiasm 
Our training teaches basic manners by meeting their training goals, 
and ultimately improves the lives of dogs and their families 


Puppy Level 1: (2-4 months) Intro to training for young puppies with 
a focus on being proactive when establishing the foundations. 
Puppy Level 2: (4-6 months) Classes designed for older puppies and 
their developmental stage. 

Adult Level 1: (6+ months, no prior professional training). Great 
starting point for dogs learning basic foundational behaviors and 
manners. 

Private Lessons: Training packages customized and tailored to 
meets the needs of the pet parent and pet. 
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PCC Dog Training Hot Zones 


Pet Care Center 


Our training classes engage and stimulate 


. our pet's mind through skills and 
Dog Toys and Treat aisle d a P | ‘a7 | : 
activities to cater to their well-being 


Training your dog to walk politely on a 


p leash is the first step in creating a lifetime 
Leash and Collar aisle P . g 
of good exercise and fun 


Look for new puppies getting vaccinated 


: : : or groomed and educate pet parents on 
Vetco, Hospital and Grooming check-in g . P i 
arene the importance of starting training early! 


Engaging Pet Parents shopping for their other pets! 


Often guests shopping for cat, fish, and small animals are dog pet 
parents, too. Talk to them to find out! Ask them about the specific 
pet they’re shopping for and ask about other pets in the house. 
Here’s an example of what that might sound like... 


SAY: “Hi, my name is Mary, | love your choice of bird food! It has 
great nutritional benefit for parakeets! Bird behavior is fascinating. 
Do you have any other pets at home?” 


SAY: “Hi, my name is Chloe, | see your looking at the Beta fish, they 
are such smart animals! I’m the dog trainer here at Petco, do you 
have any other pets at home? Our dog training program is great for 
teaching manners when there are other pets in the house!” 
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Product 


Collar 


Leash 


Harness 


Dog Training Key Indicator Products 


Recommended Product 


How to engage about Dog Training 


Flat buckle collar, martingale 
collar 


Leather, nylon, and cotton web 


Front Clip, no pull harness 


Collars may not be effective for dogs that are pulling on the 
leash, however, they are great for keeping tags (name and rabies) 
and promote responsible pet parenthood. We recommend this 
type of collar to pet parents for our Dog Training classes. 
The leash should be six feet in length so you can move away from 
your dog but not be too far away. The goal of a leash is to keep 
the dog with you for safety purposes 
Works by guiding the dog’s shoulders; where the shoulders go, 
the dog will follow. Provides a short-term solution for leash 
pullers. Dog Training classes will provide a long-term solution as 
we work on loose leash walking and heeling. 


Treats 


A pouch that clips on a belt or 
waistband and carries treats 


Treat bags make it easy to reward dogs in a timely fashion.. This 
is part of the methodology used in Petco Positive Dog Training 
classes. 


Crates 


Potty 
Training 
pads 


Big enough for the dog to be 
able to stand, turn around and 
lie down comfortably 


Pick size based on size of 
puppy or dog 


There are many tips and tricks to help a puppy or dog enjoy their 
crate and get them used to spending time there. In our Dog 
Training classes, our Dog Trainers go through, in detail, how the 
crate can become a calm and positive environment. 


Potty training pads are great in providing a short-term solution 
for potty training your dog. Enrolling in one of our Dog Training 
classes will give you the opportunity to receive valuable 
information on potty training from one of our Certified Dog 
Trainers. 


— "a 


B 
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Dog Training Solutions 


Educate on the benefits of all our dog training offerings. 


Concern Short Term Solution | Long Term Solution 


=" Barking "  Calming collars, Interactive toys 


= Destructive behaviors = Interactive toys Petco Positive Dog Training 
= Recall = Long Training lead Group Classes, Private 
"  Pulling on the Leash =  No-Pull harness | 
— Lessons, In-Store and Online 
" Potty Training " Crate, potty patch 
=  Unwanted chewing =  Longlasting chews Group Classes 
= Mild Separation Anxiety = interactive Toys, calming collars 
= Begging = Dog Bed or mat, chew toys 
=  Mouthing = Interactive Toys 
= Digging = Outdoor interactive toys 


=  Biting (breaking skin) 


" Leash Reactivity 


= Resource Guarding 


= Moderate to high levels of 


fear, anxiety, or stress 


Join the conversation, ask questions and learn via Workplace groups! 


Petco Positive Dog Training 
Dog Trainer Certification & Continuing Education 
Dog Separation Anxiety 


Jackpot Tips/Tricks Wo rkplace 


Pet Services 
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Dog Training Kiosk Standards 


l. STANCHION COMPONENTS: 


«) TRAINER PROFILE 


TRAINER PROFILE POCKETS 


TEES -— 
^ 
- 
do 
faq| BOTTOM PANEL i 
(B )| SINGLE SIDED FRONT 
o BOTTOM PANEL 


_ SINGLE SIDED BOTTOM 
(D a) MOKPOT CALENDARS 
Maca ^ 


bi CALENDAR POCKET 


EY al $29 PRIVATE 191 FLYER 
| t) SEPARATION ANXIETY FLYER 


Have 2 months of 
accurate calendars, 
DT pic/bio, Dog 
Trainer Business 
cards, DT brochure. 
Menu decal stuck to 


DT Kiosk should remain front and 
center and meet brand standards 


kiosk shelf. The $25 
off coupons should 
not be left on the 
kiosk but should be 
readily available for 
partners to use. 


Use INTENT skills to have 


effective sales conversations 
with prospective guests looking 
for dog training and educate 
them about our instore and 
Online Dog Training programs. 
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Closing the Sale & Overcoming Objectives 


Closing the Sale 


Pet Care Center partners may be a bit shy about approaching pet parents, recommending 
Dog Training classes, and closing the sale. Always remind and encourage partners that 
they represent our remarkable Dog Training program- a program that makes a 
tremendous positive impact in the lives of dogs and their pet parents every day. Use 
enthusiasm. Pet parents feel more comfortable about enrolling in a class when they can 
answer questions. 


Actively listen to the pet parent needs and wants to make an appropriate training 
recommendation 


After actively listening, repeat to the pet parent their needs and goals. 


Recommend the appropriate class based on the pet parents goals and 
expectations, use the DT trifold to reference when recommending the class. 


Overcoming Objections 


Its common for pet parents to raise objections when they are engaged about dog 
training and invited to enroll. One of the main things to keep in mind is not to be 
discouraged! The table below provides tips for how to overcome concerns. 


v Remember: Don't give up on the pet parent too quickly! Polite persistence is the key 
to addressing a pet parent's concerns. 
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Partnerships 


Partner Roleplay: Overcoming Objectives 


If the pet parent says this... Try this... 
You could say: 
“It’s a really fun activity for you and your family to do together.” 


“The time you invest now will pay for itself over and over again 
during your dog’s lifetime.” 


“| don’t have time to take a 
class.” 


“We have many class schedules with multiple classes starting 
each week, on weekdays, nights and during weekends.” 


e “We also offer private lessons. | bet we could find a time that 
would be convenient for us to meet.” 


“Pm not free at the times you | You could ask: 


. 9 
are having classes. “What days and times are convenient for you? We also offer 


private lessons where we can find a time that best works for you 
and your family” 


“Our Dog Trainer is planning next month’s schedule and they may 


be able to set something up at a time that works for you. lII have 
them call you to discuss it." 


e Note: It's OK to recommend classes at other Petco locations — 
especially for classes your PCC doesn't offer right now. 


Remember: When roleplaying with PCC partners, always, Praise, Coach, Praise. This process 
ensures that each roleplay is a positive learning experience, while providing feedback on 
dog training selling skills. 
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Partnerships 


O 


7 N 


@-@ 


PCC Leadership/Dog Trainer Touchpoints 


General Manager 


At the start of the week, review previous week’s sales 
on the hub 

Review Private lesson 101 conversion rates, sales 
online, and sales in store 

Review your target sales for the week, MTW progress, 
YTW progress and game plan to address any gaps (If 
you don’t know your numbers, you don’t know your 
business) 

Review best practices for services integration and 
synergy (Petco app participation, Grooming, Vet 
Services, Nutrition perk, Spa Club, Vital Care Core, 
and Vital Care Premier) 

Review your wins from last week 


Review any materials, treats, or other resources 
that need to be pulled for “store use” 

Ensure all products that are designated as “store 
use” have been properly scanned out and have 
been signed off on 

Partner to ensure that high demand items are in 
stock, such as treats recommended in classes, 
personal product recommendations, nature’s 
miracle, etc) 

Review any promotions that can be leveraged to 
our dog training guests (Build the basket) 
Display any “Suggest it” items near the dog 
training area 


Selling Experience Leader 


Review class offerings for the upcoming 
week to fill any classes that still have 
space 

Review and role play with the Pet Care 
Center team on best ways to engage 
potential DT clients 

Review and maintain resources needed 
for sanitation standards 

Review and collaborate weekly on how 
DT can positively impact KPI metrics 
(Attachments, Owned Brands, Champion 
Pet Foods penetration, etc) 
Continuously partner together to make 
sure Dog Training is key pillar of the PCC 
culture 


Grooming Salon Leader 


Create synergy between departments 
for customer acquisition 
Continuously partner to identify 
potential clients in the salon 
Coordinate time to introduce new 
classes to the grooming salon 
Communicate what times are 
available for grooming appointments 
Communicate any promotional 
offerings that can be leveraged in 
class 
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Partnerships Create S.M.A.R.T Action Plans 


SPECIFIC MEASURABLE ACHIEVABLE RELEVANT TIME-BOUND 


Create a S.M.A.R.T Dog Training Action Plan that is designed to drive the sales of Dog Training classes in 
your store. The Action Plan is built with S.M.A.R.T. action items. Samples of S.M.A.R.T. action items are 
shown below. The GM should review his/her Action Plan and discuss how they can support the plan. 


S.M.A.R.T. 


Specific. Each action item should be an individual task or step, 
Measurable. Your action items should have tangible results so you and your manager can tell 
whether or not you have completed them. 


Achievable. Your action items should be realistic within a reasonable time frame. 


Relevant. Each action item should be consistent with the other action items you have established and 


should fit with your immediate and long-term goals. 


Time Bound. Each action item should have a specific time frame. 


Sample S.M.A.R.T. Action Items 
e Engage at least 20 pet parents in the PCC about enrolling in our dog training classes by the end of this week. 
e Educate all partners on selling dog training with INTENT by the end of this month. 
e Enroll five new students in a dog training class by the end of this week. 
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Dog Training Reporting Awareness 


Partnerships 
£N 
Time Group-Week DT Sales Dashboard 
@) pe A Store Time Group-Week Week Last 4 Weeks Last 13 Weeks MTW QTW YTW 
Petco 123 ; Sales (U) OMNI DT 4 8 59 8 65 


Tx] Nr Scheduled Classes 


Week 202139 202140 202141 
+ Store 
Type of Class # of New Classes # of New Classes # of New Classes 


Petro 123 5 


Rolling 7 Day Group Class Utilization B 


Thursday Saturday Monday Tuesday Total 
— Store Date 


10/28/2021 10/30/2021 11/1/2021 11/2/2021 Total 


Petco 123 
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REGINA MILLER - 3:45 

Yup | can relate to this entire video... 
do ask the pp to take a 

breath ....alot.. it's really amazing to 
watch the "zone" that everyone gets 
in when both party's are focused on 
each other. It gives ... See More 


REGINA MILLER - 3:45 

another. | live by ‘Path of Least 
resistance ' with Everything ea 
REGINA MILLER - 3:45 

Kim Martin atta girl o 
Kim Martin 4:01 

interesting | do LRS quite a bit 


with out noticing it but I da it 
3-Sseconds 


> 


[ft Home 
© Groups 

= @ chet 

+B events 
[E 


© Croato croup 


o 


5 positive training 
Petco Positive Dog Training 
b. E- 


en group - 5.4K member: 


uNazec® 


Rooms Pinned Posts Topics Photos 


- Write something.. 


Live Achievement Room 


Announcements 
& Darris Cooper was live. B 


L- 2.6 


Training Tip Tuesday LIVE: Separation Anxiety 
Class Trainer F&Q & how to identify a Dog Trainer 
candidate! 


J Qa as 
J Separation Anxiety 
d 


» positive training 


Dog Separation Anxiety > 


is Closed group : 4.4K members 


@920999 ED 


Rooms Pinned Posts Topics Photos 


=f Write something... 


Live Achievement 


Announcements 


$ Darris Cooper was 
m Aug20:G 


- 


Post Launch Call: LIVE Q&A! 


#SeparationAnxiety — with Rowdy Bush 


he dog training Conversations! 


e Katheryn Serrano - 2:14 


v 


Hello! 


Katheryn Serrano 5:38 
bless our lovely resources! Pd 


Keri Worrall - 5:58 
Hello all 


Tracy Obert 6:29 
Hello, excited to learn 


Keri Worrall 7:31 
Use your suggest it's it helps build 
their basket 


Katheryn Serrano 7:44 

| remember being a little bit of a 
pushovel 

starting @ 


Comments 
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Dog Training Scheduling FAQs 


1.) Are the current schedule recommendations and best practices for each week 
per Dog Trainer OR per PCC? 
e All Jackpot schedule recommendations are “per dog trainer.” Every dog 
trainer should load their Jackpot calendars with 4 new group classes and 2 
new private packages each week to capture the anticipated online demand. 


2.)Do | need to adjust my calendar if my private packages are selling more than 
groups? 

e Possibly, the Jackpot recommendations are “scheduling best practices" to 
capture anticipated online demand and can always be adjusted to fit business 
needs. For example: If you're experiencing higher demand for private 
packages and more customers are registering for private packages, adjust 
your Jackpot schedule to fit business needs. As a best practice, replace one 
group class for one private package when needed. 

Note: Some PCOCs are piloting a different class mix. If you have questions, 
please reach out to your MSM and/or DGM. 


3.)Should | adjust my calendar if a guest requests to register for a class in PCC 
and | don't have availability? 

e Always do your best to optimize your calendar to drive trainer productivity 
while alleviating and preventing single dog group classes. If the guest is 
requesting a group class that can't be accommodated, work to convert them 
to private lessons to meet their needs. 
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4.)What should I do if | sell a lot of group classes and private packages in some 
weeks and cannot schedule enough in the future weeks? 

e |f you happen to sell enough classes that future weeks are filling up,, that is 
okay. Great work driving sales! Attempt to create ample supply by frequently 
updating Jackpot calendars to replace unsold classes. 

e We understand dog training is a capacity constrained business and scheduling 
can vary case by case. Our goal with the above recommendations is to open 
ample availability to capture the anticipated online demand and grow your 
business. 


5.) When should | schedule and use Private Lesson 101s? How many should | 
schedule each week? 

e Private Lesson 101 is a tool designed to acquire guests that are unsure 
about dog training and are looking to “Try First & Buy Later”. There is no 
minimum or maximum threshold on scheduling Private Lesson 101s and 
should be scheduled and used as needed to grow your business. 

e Please continue to use this powerful tool to acquire and, more importantly, 
convert guests into either a group class or a private lesson. 


Resources: Please visit the "Jackpot tips/ tricks" group on Workplace for 
additional questions and resources 
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